Purpose: Higher education reform in Vietnam has recently required university libraries to improve their quality, to evaluate their performance, and to be accountable for the purpose of quality assessment and accreditation. Systematic performance measurement is an integral part of this process. The aims of this paper are: to provide an overview of the current state of performance development in Vietnamese university libraries; to address issues related to the measurement of library performance; and to propose an approach to evaluation for university libraries in Vietnam.
Introduction
Performance measurement of library and information organizations is an important managerial activity. This activity is defined as "the process of systematically assessing effectiveness against a predetermined norm, standard or expressed goal" (Cronin, 1982) . In other words, performance measurement is the comparison of actual levels of performance with pre-established target levels of performance (Slizyte & Bakanauskiene, 2007) .
The roles of performance measurement are widely recognized as: supporting the management process (Nuut, Lepik & Liivamagi, 2001) ; demonstrating institutional effectiveness and accountability (Baker, 2002) ; tracking quality achievements of an institution (Baba & Shukor, 2003) ; supporting decision making and improving library and information services (Booth, 2006) ; and comparing different sources of data and planning strategy (Nuut, 2006) . Libraries need to measure their performance in order to:
(1) Demonstrate their results and quality to stakeholders. (With university libraries, for example, increasing accountability requirements of their parent institutions is placing pressure on libraries to demonstrate that funding is used appropriately and effectively.
If this is done, libraries can maintain their services, justify their role and existence, and increase funding from their parent institutions).
(2) Identify their current strengths and weaknesses for the purposes of planning, monitoring progress and finding better ways to improve service quality.
In Vietnam, from 2004 , the Ministry of Education and Training (MOET) began to accredit the quality of university institutions, based on its set of requirements (Vietnam. MOET, 2004b) . Under MOET's criteria, the university library is a crucial element of a university's quality assessment. As never before, Vietnamese university libraries have to focus on providing quality services and on providing evidence of their success.
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The requirement for measuring performance of university libraries in Vietnam
Higher education in Vietnam has recently developed rapidly. Table 1 below illustrates this increase. The rapid expansion in the number of universities, students and lecturers has increased the urgency of establishing formal quality management and performance measurement practices in higher education. Several government documents were issued in 2004 in order to affirm the importance of quality, quality assurance and assessment in higher education. These include: This document indicates that educational institutions and schools must focus on quality management as a central function, and implement quality accreditation of education annually (Vietnam. Parliament, 2004 (Vietnam. MOET, 2004b) .
These documents reflect a shift of emphasis in government direction from the mere quantitative expansion of services to the improvement of service quality. The regulations prescribe a quality assurance process comprising both self-assessment and an external assessment of university performance. Self-assessment is a process of self-examination, study and report by the individual university concerning its existing quality situation, and the effectiveness of its education and research processes (Vietnam. MOET, 2004b) . External assessment involves experts from the outside the university, who assess the extent to which the university meets its stated goals (Vietnam. MOET, 2004b) . To be accredited, universities in Vietnam first have to evaluate themselves, and then be assessed externally by a quality accreditation organization, such as MOET, which issues a quality certification for the university.
To pilot the new quality accreditation system, an initial group of twenty universities was selected by MOET. These universities, and their libraries, conducted self-assessments, and then were assessed externally in 2008 (Vietnam. MOET, 2007c, p. 75) . By 2010, it is anticipated that at least 80 percent of universities will have completed the process of quality assessment by external organizations.
Within this framework, university libraries are acknowledged as an essential unit of the higher education system, and one of the major factors affecting the quality of higher education.
Libraries are required to evaluate themselves and to be accountable for how their performance contributes to institutional goals and success, based on the MOET criteria. (Vietnam. MCST, 2008b) . With these requirements from MOET and MCST, performance measurement and evaluation have, as never before, become essential for university libraries.
Current practice of performance measurement and evaluation in university libraries in
Vietnam

A national standard for evaluation in university libraries
As a university library is a significant contributor to university quality, quality of the university library has become one of the key criteria for the accreditation, assessment and ranking of Vietnamese universities. In its preliminary regulations for accreditation, MOET provided various criteria to evaluate the library, focusing on library staff, resources and infrastructure. These criteria are grouped by level, reflecting the stage of maturity in the quality journey. This is illustrated in Table 2 . (Vietnam. MOET, 2007b) . While the MOET standard can be applied at a high level for benchmarking across universities, it offers insufficient guidance for the individual university library, and needs to be supplemented by a systematic performance measurement system.
Case studies of current performance measurement and evaluation at university libraries in Vietnam
This section presents two examples of current performance measurement practice-at the The data cover a range of areas, as summarized in Table 3 . VNU-HCM Libraries also utilized information technology tools to evaluate their performance.
For example, the Central Library used the eVALUEd evaluation tool to assess the usage of subscribed electronic databases. VNU-HCM Libraries also utilizes the statistical reporting functions of their integrated library systems, which enable them to calculate the usage of libraries resources such as number of books which are used frequently, books which are not borrowed, and overdue books. Gradually, VNU-HCM Libraries is building a systematic performance measurement system for assessing the quality of its operations and systems.
The CanTho University Learning Resource Center (LRC Cantho). To collect data for evaluation, the LRC uses both self-assessment and external assessment methods. For its self-assessment, it applies a number of methods, such as: surveying; using statistical functions of the automated library information system software to collect related data automatically; collecting user opinions from library forums and user meetings; and discussions with library users and staff. Its external assessment involves reviews and evaluation from project experts and professionals to identify areas for future development (Huynh, 2008; Robinson, 2006) . With increasing demands for quality assessment in the higher education sector in Vietnam, a systematic performance measurement framework for university libraries is urgently needed.
LRC Cantho is the biggest university library in the Mekong
Such a framework would help Vietnamese university libraries:
(1) To identify their limitations and assess the relative effectiveness of their resources and services;
(2) To justify their quality and value to the university and other stakeholders; and (3) To benchmark with other libraries and learn from best practice.
Performance measurement for university libraries in Vietnam
Several approaches to the measurement and evaluation of library services have been proposed, including: (1) the target achievement approach (Cameron, 1978 (Cameron, , 1981 Goodall, 1988; Kebede, 1999; Pritchard, 1996) ; (2) the internal process approach (Cameron, 1978; 1981) ; (3) the system resource approach (Broady-Preston & Preston, 1999; Cameron, 1978; 1981) ; (4) the participant satisfaction approach (Cameron, 1978 (Cameron, , 1981 Goodall, 1988; Kebede, 1999; Pritchard, 1996) ; and (5) the standards approach (Goodall, 1988; Kebede, 1999; Pritchard, 1996) .
The first three approaches represent a traditional view of measurement, which focuses on organizational internal process from inputs, activities/ processing to outputs. The target achievement approach is the method which an organization measures the extent to which its stated goals are attained. Authors such as Broady-Preston and Preston (1999) and Calvert (2008) add that this method also embraces the assessment of how outputs are achieved. This means that libraries identify goals of their services, and then measure how these goals are achieved in a certain period of time. The internal process approach looks at performance measurement and evaluation as an aspect of efficiency, especially concerning how inputs are converted into outputs (Broady-Preston & Preston, 1999; Cameron, 1978; 1981) . The system resource approach views library performance and effectiveness in terms of its inputs (Calvert, 2008) .
Data on the size of library collections, expenditure, staff and infrastructure are major concerns of this type of measurement.
While the above approaches concentrate on the measurement of internal library operations and resources, the fourth approach, the participant satisfaction approach has emerged as a new way to measure the degree to which libraries meet user needs and expectations (Calvert, 2008) .
From this point of view, library performance is good if the library can satisfy library users.
Understanding library user needs and expectations, and estimating the degree of user satisfaction are primary emphases of this approach.
The fifth approach, the standards approach, measures library performance against standards or norms (Kebede, 1999) . efficiency; and potential and development (ISO, 2003; Poll, 1996) . For library statistics, ISO 2789 International library statistics outlines measures for inputs and outputs, focusing on collection size, users, services, staff, finance, and infrastructure (Poll, 2006) . In the newest version, ISO 2789 also provides standards to assess and measure the use of electronic services, such as the electronic collection, the online catalogue, the library web site, online reference services, user training on electronic services and Internet access offered via the library (Poll, 2006) . While the above standards and guidelines provide measures for all aspects of library performance, from traditional to modern services, ISO TR 20983 is primarily used to measure electronic library functions.
The above approaches show that measurement of library performance is multi-dimensional. Each approach evaluates the library from its own particular angle. Using a single approach, therefore, may not help libraries to evaluate their performance comprehensively. It is possible for libraries to adopt one approach or to combine several of these approaches (Broady-Preston & Preston, 1999) in order to reflect all dimensions of library performance. As different types of libraries have different kinds of users, any measures developed and implemented must also be appropriate to the services being provided (Goodall, 1988) . Therefore, it is necessary to adopt the above standards and guidelines to meet the characteristics of libraries at both a national level and at the level of the individual library. These points of view are equally applicable to university libraries in Vietnam.
Setting a uniform standard for library performance measurement is now an urgent need for university libraries. In the library context, a standard is defined as "an acceptable level or criterion according to which something is compared, measured, or judged" (Reitz, 2007) .
Applying standards will help libraries to achieve uniformity and control quality (Lam, 1998) .
As there are currently no established standards or guidelines for evaluating university library performance in Vietnam, standardization of performance measurement is essential. It involves a "process of establishing uniform procedures and standards in a specific field of endeavor, usually to facilitate exchange and co-operation and to assure quality and enhance productivity" (Reitz, 2007) . In Vietnam, an initial activity that should be a priority is establishing common performance indicators or guidelines for the evaluation of university libraries. International standards and guidelines (as mentioned above) can be used for reference in developing an appropriate tool for measurement. On the one hand, the indicators should cover a range of aspects-from inputs, library activities/ processes to outputs; from the size of library resources, budget and facilities, and library efficiency to the usage of library resources and services; from statistics of traditional library resources to electronic resources.
Each indicator should clarify its objective, scope, main data to be collected, and methods for measurement. On the other hand, the number of performance indicators should not be excessive, so that university libraries can apply them readily for their self-assessment or benchmarking. Once a standard is developed, it will not only apply in university libraries in
Vietnam, but also in academic libraries generally-or at least be a reference for other types of libraries.
Another concern is who will be leaders to direct and manage the compilation of standards.
Huynh (2008) are planned for the purpose of satisfying customers and stakeholders; and staff and leaders are committed to self-examination and openness (Lakos & Phipps, 2004, p. 352) . To build such a culture, the following prerequisites need to be considered: (1) leaders commit to assessment activities; (2) relevant data and user feedback are routinely collected, analyzed, and used to set priorities, to allocate resources and to make decisions; (3) services, programs and products are evaluated for outcomes and efficiency; and (4) each unit within the library has defined critical processes and established measures of success.
Besides self-assessment, benchmarking is another dimension for libraries to meet external accountabilities and promote internal changes (Cullen, 2003) . In library benchmarking, it is 1 SERVQUAL, developed by Berry, Parasuraman and Zeithaml, is an instrument for measuring service quality, based on the identification of the gap between customer expectations for excellence and customer perceptions of actual service distributed. Survey questions are categorized into five dimensions-tangibles, reliability, responsiveness, assurance and empathy. 2 LibQUAL, inspired by SERVQUAL, was developed by the Association of Research Libraries. It is a standardized survey designed to assess library service quality across multiple academic and research libraries. The instrument measures library user perceptions of the value of library services and identifies gaps between minimal, desired and perceived levels of service.
possible to focus on: (1) data collection and comparison of inputs and outputs; and (2) process benchmarking with a review of library functions, processes and collaboration (Cullen, 2003 (Cullen, 2003) . For this, process benchmarking is important-it facilitates a deeper examination of the problem, as it looks at library performance in the light of a library's characteristics and environmental context (Cullen, 2003) . Process benchmarking is appropriate for Vietnamese university libraries that have similar characteristics in terms of their size and subject areas of their parent institutions.
In Figure 1 , Jager's (2006) model for quality assurance has been adapted to provide a useful framework for understanding performance measurement for university libraries in Vietnam. 
Benchmarking
As presented in Figure 1 , each university library first needs to establish its mission and goals.
Library performance measurement has four main stages-from inputs, processes and outputs, to outcomes. Input measures focus on quantitative data which relate to collections, facilities and resources. Processes measures evaluate library efficiency. Output measures look at the usage of resources and services. Outcome measures assess level of user satisfaction, proportion of achieved goals, and the degree to which a performance measurement standard is met. Self-assessment and benchmarking are the two main methods of performance measurement. Data collected from the evaluation will be distributed to library managers at different levels for the purpose of improving library service quality and performance. The results of the performance measurement process can be used for the purpose of management, improvement and setting higher level goals for the library.
Conclusion
As part of the push for higher education reform, Vietnamese university libraries are 
